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Sept. 1,2005 

veri~on 
1300 I Street, NW. Suite 400 West 
Washington, DC 20005 

Phone 202 515-2533 
Fax 202 336-7922 
kathleen.m.grillo@verizon.com 

Ms. Marlene H. Dortch 
Secretary 
Federal Communications Commission 
445 12th Street, S.W. 
Washington, D.C. 20554 

Re: IP-Enabled Services. WC Docket No. 04-36: E911 Reauirements for IP- 
Enabled Service Providers. WC Docket No. 05-196 

Dear Ms. Dortch: 

Enclosed is the Subscriber Acknowledgement Report (September 1,2005) of 
Verizon Long Distance for Voicewing service, pursuant to the Enforcement Bureau’s 
Public Notice, DA 05-2358, released Aug. 26,2005. 

Should you have any questions, please do not hesitate to contact me. 

Sincerely, 

Attachments 

cc: TomNavin 
Julie Veach 
Christi Shewman 
Ian Dillner 
Nick Alexander 
Tim Stelzig 
Colleen Heitkamp 

Byron McCoy 
Kathy Berthot 
Janice Myles 
David Hunt 
Cynthia Bryant 
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SUBSCRIBER NOTIFICATION REPORT 
(SEPTEMBER 1,2005) 

OF VERIZON LONG DISTANCE 
FOR VOICEWING SERVICE 

As Bell Atlantic Communications, Inc. d/b/a Verizon Long Distance (“Verizon”) 

reported in its Subscriber Notification and Acknowledgement Status Report dated August 10, 

2005 (“August I O  Report”), Verizon has been providing notice of the limitations of Voicewing’s 

emergency response service, and obtaining affirmative acknowledgements of those differences 

and limitations from its Voicewing customers, since it first launched its service on July 22, 

2004. Verizon both has received affirmative acknowledgements of the limitations of its 

emergency response service from its existing Voicewing customers at the time they signed up 

for Voicewing service, and will continue to obtain affirmative acknowledgements from all 

future Voicewing customers. In addition, Verizon has provided 91 1 warning labels to its 

existing Voicewing customers and will continue to provide 91 1 warning labels to all future 

Voicewing customers. The update requested in the Enforcement Bureau’s Public Notice 

released August 26,2005 is set out below. 



1. 
reauirements ifthe orovider did not notify and issue warning stickers or labels to 100% of its 
subscribers bv the July 29,2005 deadline. 

Detailed exulanation regarding current comuliance with the notice and warning sticker 

A. As Verizon explained in its August 10 Report, Verizon has informed all 

Voicewing customers of the limitations of the emergency response service provided by 

Voicewing, and has issued warning stickers to 100 percent of its subscribers. See August 10 

Report at 2-4, 6-10. 

From the initial launch of Voicewing service on July 22,2004, Verizon has obtained 

each Voicewing customer’s affirmative acknowledgement of the limitations of the service as 

follows: If a customer ordered Voicewing on-line, Verizon informed the customer of the 

limitations of Voicewing’s emergency response service, and obtained the customer’s affirmative 

acknowledgement that he or she had read and understood those limitations twice during the 

ordering process. As discussed in paragraph C., below, this same process applies today. 

First, the customer was presented with a web page during ordering that informed the 

customer that Voicewing does not provide traditional 91 1 or E91 1 service. The customer was 

required to accept the 91 1 limitations by clicking a box that indicated that he or she had read and 

understood the limits of Voicewing’s emergency response service. If the customer did not 

accept these terns, he or she would not be able to proceed to the next step in the ordering process 

and would not be able to subscribe to Voicewing service. Second, after the customer indicated 

that he or she understood and accepted the 91 1 limitations of the Voicewing service, the 

customer also was required to accept the Terms of Service for Voicewing before he or she was 

able to complete the ordering process. Section 6 of the Terms of Service included a detailed and 

clear statement of the limitations of the Voicewing emergency response service. Verizon’s 
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August 10 Report attached copies of the 91 1 Limitations and the Terms of Service presented to 

customers during the ordering process. See August 10 Report at 2-3, and Attachments 1,2. 

Similarly, from the initial launch of Voicewing service, if a customer ordered 

Voicewing service by calling a Verizon sales and service center, the customer was informed of 

the limitations of the emergency response service provided by Voicewing by the Voicewing 

representative who took the order. In addition, customers who ordered service this way had to 

activate their Voicewing account by registering on-line. During the on-line registration process, 

these customers were required first to indicate that they understood and accepted the 91 1 

limitations, and then to accept the Terms of Service, before they were able to activate their 

account and use their service. 

B. As Verizon explained in its August 10 Report, Verizon sent warning stickers to all 

existing Voicewing customers as of July 22 by first class U. S. mail on July 26,2005. Verizon 

sent two types of stickers to each Voicewing customer. The first is designed to be placed on the 

telephone adapter. This sticker advises customers: 

VoiceWingSM provides a limited emergency response service when 
you dial 91 1. E91 1 service is currently not available. In case of an 
emergency, please use another phone to reach emergency services. 
In order for Voicewing to direct your 91 1 call to the appropriate 
emergency service provider, you MUST provide Voicewing with your 
current service address. If you use this telephone adapter from a 
new service address, you MUST update your service address with 
Voicewing, either through your Personal Account Manager or 
through customer service at 1-800-505-6495. It may take up to 5 
days to process this service address update. If you do not update 
your service address, your emergency 91 1 call may be directed to 
the incorrect emergency service provider. Voicewing will not operate 
(and you will not have access to emergency services) in the event of 
a power outage or if your broadband service is down. 

The second is designed to be placed on the telephone handset. This sticker advises customers: 



This phone provides a limited emergency response service when you 
dial 91 1. E91 1 service is currently not available. In case of an emergency, 
please use another phone to reach emergency services. 

The letter that was sent to customers with the stickers instructed customers to place the stickers 

on the adapter and on the telephones used for Voicewing service. As of July 23, Verizon 

provides both types of stickers in the fulfillment materials sent to new subscribers to Voicewing 

service. Attachment 11 to the August 10 Report provided a copy of the letter and warning 

stickers sent to Voicewing customers. 

As Verizon also explained in its August I O  Report, following release of the 

Commission’s June 3 Order, Verizon took extra steps to remind customers of the limitations of 

Voicewing’s emergency response service and to supplement the previous notices. First, Verizon 

provided its Voicewing customers who ordered service prior to June 30,2005 with supplemental 

information about the limitations of Voicewing’s emergency response service compared to 

traditional 91 1 service through a supplemental e-mail notice to these customers on July 15. The 

e-mail requested that the customer indicate that he or she received the supplemental notice and 

understood the limitations by clicking the “I Agree” button at the bottom of the e-mail. See 

August 10 Report at 4-5, and Attachment 3. 

Verizon also posted an announcement on customers’ Personal Account Managers about 

the FCC’s order that urged customers either to open the July 15 e-mail or to call a toll-free 

number in order to provide Verizon with affirmative acknowledgement that they had received 

the supplemental notice. See August 10 Report at 5 and Attachment 4. If a customer called the 

toll-free number, a Verizon representative would remind the customer that he or she had 

previously been presented with and accepted the 91 1 limitations of Voicewing service, highlight 

the supplemental information, and ask the customer for his or her affirmative acknowledgement. 
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The conversation with the Voicewing customer is recorded in order to preserve the customer’s 

affirmative acknowledgement of the limitations. See August 10 Report at 5 and Attachment 5. 

On July 22,2005, Verizon posted a hrther message on the Personal Account Managers 

of customers who had not replied by July 20 to the supplemental email or called the 800 number. 

The message was very similar to the July 15 email message and allowed the customer to click a 

box to provide Verizon with the customer’s affirmative acknowledgement. See August 10 

Report at 5-6 and Attachment 6 .  A customer presented with this message on the Personal 

Account Manager could not access his or her account on-line without accepting the 91 1 

limitation statement. Verizon’s August 10 Report attached copies of the e-mail notices and the 

announcements posted on customers’ Personal Account Managers. See Attachments 3,4, and 6 

to Verizon’s August 10 Report. 

Since August 10, Verizon has continued to reach out to these customers as follows: On 

August 16, Verizon began using an automated caller to contact customers who had not replied to 

the supplemental e-mail or called the 800 number by July 29. Customers heard the following 

announcement: 

Hello, this is Verizon Voicewing customer service. You will soon receive a letter from 
us about the limitations of Voicewing’s 91 1 service. We need to get your 
acknowledgment that you’ve received and that you understand these 91 1 limitations. 
Failure to respond by August 29 may result in suspension of your Voicewing service. So 
look for the letter in the next week. If you have any questions call 888-500-2972 or press 
“9” now to speak with a representative. 

On August 29, Verizon sent a letter by first class U. S. mail to customers who had not replied to 

the supplemental e-mail, affirmatively responded to the 91 1 notice on the customer’s Personal 

Account Manager, or spoken with a representative. The letter includes a tear-off 

acknowledgment form that can be returned in the enclosed prepaid return envelope. Attachment 

12 to this update provides a copy of the letter. 
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C. As Verizon explained in its August IO Report, customers who have ordered 

Voicewing service on-line since June 30 have been presented with the updated notice of 91 1 

limitations and Terms of Service during the on-line ordering process. Customers who have 

ordered Voicewing service by calling a Verizon sales and service center after June 30,2005 

have been informed of the 91 1 limitations by the representative during the ordering process. 

These customers also must register their accounts on-line before they can use Voicewing 

service. During the on-line registration process, the customer is presented with the updated 

notice of 91 1 limitations and Terms of Service, which include the information in the 

supplemental notice described above. Verizon’s August 10 Report attached copies of the 91 1 

Limitations and the Terms of Service presented to customers who have ordered service since 

June 30,2005. See August 10 Report at 6-7, and Attachments 7 - 10. 

In addition, as explained in Verizon’s August 10 Report; and as noted above, as of July 

23, Verizon provides warning stickers in the fulfillment materials sent to new subscribers to 

Voicewing service. See August 10 Report at 9-10. 

2. Quantification of the percentage of Voicewing’s subscribers that have submitted 
affirmative acknowledgements as of August 31.2005. and an estimation of the percentage of 
subscribers from whom Verizon does not expect to receive an acknowledgement bv September 
28. 2005. 

As described above, and in Verizon’s August 10 Report, all of Verizon’s Voicewing 

subscribers have provided an affirmative acknowledgement of the limitations of the emergency 

response service provided by Voicewing at the time they ordered or activated their service. That 

is, 100 percent of Voicewing subscribers (other than test accounts) have submitted an 
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affirmative acknowledgement, and the percentage of subscribers from whom Verizon does not 

expect to receive an acknowledgement by September 28,2005 is zero.’ 

In addition, as of August 3 1,2005,76 percent of current VoiceWing customers who 

ordered service before June 30 have provided a second acknowledgement of the supplemental 

notice of 91 1 limitations. As discussed above, Verizon has continued to reach out to its 

Voicewing customers to obtain their affirmative acknowledgement of the supplemental notice. 

Verizon plans to contact any remaining customers who have not provided an affirmative 

acknowledgement of the supplemental information by a further e-mail. In addition, Verizon 

intends to keep the 91 1 limitations statement posted on these customers’ Personal Account 

Managers. As explained above, however, Verizon already has received at least one affirmative 

acknowledgement of the limitations of its emergency response service from all of its Voicewing 

subscribers and has received a second acknowledgement from the majority of those subscribers. 

Verizon docs not have an estimate of the percentage of customers from whom it will not receive 

a second acknowledgement. 

3. 
Voicewing subscribers that do not affirmativelv acknowledge having received and understood 
the advisorv. 

Detailed description of any and all actions Verizon plans to take towards any of its 

As described above, and in Verizon’s August 10 Report, all of Verizon’s Voicewing 

subscribers have affirmatively acknowledged at least once having received and understood 

notice of the limitations of the emergency response service provided by Voicewing. Because 

’ As noted in Verizon’s August 10 Report, Verizon had 49 test Voicewing accounts. 
Twenty-six are used in various test facilities for product testing. Most of the remaining 23 
accounts belong to Verizon employees. Fewer than 10 accounts were made available to media 
representatives for limited durations of 30 to 90 days. Of these, three test accounts have 
terminated. Of the remaining 20, Verizon has received affirmative acknowledgements from 17 
account holders. Verizon has followed up with the three remaining test account holders who 
have not responded to the e-mail by personal phone calls and will contact them again to obtain 
their affirmative acknowledgement. 



there are no subscribers from whom Verizon has not received at least one affirmative 

acknowledgement, Verizon has no plans to disconnect subscribers for this reason. 

4. 
procedure for subscribers that fail to orovide an affirmative acknowledgement bv Seutember 28, 
2005. 

Detailed description of any and all plans to use a “soft” or “warm” disconnect (or similar) 

Verizon does not have plans to use a “SOW’ or “warm” disconnect procedure because it 

has affirmative acknowledgements from all of its Voicewing customers. As described above, 

and in Verizon’s August 10 Report, all of Verizon’s Voicewing subscribers have affirmatively 

acknowledged having received and understood notice of the limitations of the emergency 

response service provided by Voicewing at least once. Because Verizon does not plan to 

disconnect any subscribers for failure to provide an affirmative acknowledgment, Verizon has 

not investigated the feasibility of using a “SOW’ or “warm” disconnect procedure, and has 

focused its efforts on providing E91 1 capability to as many VoiceWing subscribers as it can by 

the November 28 deadline.* 

See E911 Requirements for  IP-Enabled Service Providers, 20 FCC Rcd 10245,179 
(2005). 
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ATTACHMENT 12 

WEST R N  @ 

"Nf*Nl U..Iqmp6nh.. I 
'*'BUSINESS REPLY'"' 

SERVICE NOTIFICATION 

Arlgusl Zfi, 2005 

Dear VolEeWing Cuslomer. 

Reenlty, wenotified you by kmail and voice meil about an FCC orderthat requires all interconnected Voico 
over Internet Pmi@wI 0tP) serv#c~ ptovidels, like VolceWinQ~! lo inform theircustomers about the 91 1 
limltaU6ns olthairV!&eNice and to get me CusIVmer's affirmalive 8cknowledgmefll of those 011 service 
limilslions. lnterwnneoted VolP service provides ere those entities that, among Olher things, provide 
wslwners with the ability to use a bmadband wnneclion (like DSL or cable modem) to make calls to and 
receive calls from uswrs ot the wu lar  Wenhone network. sometimes called the "vublic switched lelenlione 
network'. 

It you have alresdy responded. thank you, if you have not ye1 responded. i t  is Imperative i i ia l  you take adion 
immediately. Fallurn to pmvide us with your aArmative acknowledgment 01 these 911 IimltatIonS may 
result in suspension of your VoicsWinQ service. 

of Sowice Ilral describes 

~ ~ n i s a l ~ ~ t ~ ~ ~ d a m e n i r o  at the b o ~ t g a ~ f i s  WIG. or (3) 
C B l l l n q W n a  at 1-888-500-2972 fMon.-S& Bam-8am EJJ Piease remember thal VoiceWing SeIvICcs 
may Only be used in the United Slates 

LIMITATIONS ON EMERGENCY RESPONSE SERVICES - TRADITIONAL S I 1  AND E91 1 NOT 
AVAILABLE. 

a. YOU MUST MAINTAIN AN ALTERNATE MEANS OF REQUESTING EMERGENCY 
SERVICES. You acknowledge Rnu understand that VoiceWing does NOT Support 
traditional $11 and E931 access to emergancy services. The liniited emergency response 
service accessible by Voicewing differs in a number of important ways from traditioiial 
emergency response services. as further explained below. You must maintain en alternate 
means of accessina tradnionat emeraencv resoonse services. You aaree to inform anv 
househota resadenis. guests and oth& th8;d peisoiis who may be present a i  the physicil 
location where the Service is utilized as to lhe miporlant limiIatioiis on cmcrqcncy 
resoonse sewice. We mav rewire vou to affirmatiwelv acknowledqe lhat you have 
reckived, reviewed. and understand the Limitations on Emergency RBS~once Services Set 
form in this Aanement. or as we maw otherwise nrovide them to YOU ithe .................. . ~ ~ ~ . ,  ~ ~. ~~ ~ ~ 

'%cknawledgmenF). If you fail to provids the Acknowledgment by the time w+ speiify, 
we may immediately suspend or terminate the Service until we receive your 
Acknowledgment. 

~~ , NAME ~~ 

STREET ADDRESS: -_ __ ..... ...... 

CIlY/ST/ZIP _ _ _ _ ~ ~  ....... .- .... ____ ...... ~- . 

VOICEWING TELEPHONE NUMBER: ~ ...... 

SIGNATURE DATE: . . 

~~ 

Please return this form immediately. Failure to respond may result in suspension of 
your VoiceWing service. 
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C 

d 

e 

f. 

0 

The L imiqd Emergenqy Response Service Will Mot Receive Automated Number and 
Location Identification. You acknowledge and understand that when you call 911 using the 

I! you have any quesloiis abwl  the 91 i limitations of (he VoiceWlng service. please contact us a1 1-888- 
6003972 (MOn.-Sat.. 8am-Bpm ET). mank you for baing a VoiteWiny wstomer. 

Sincerely. 

Verlron VoiceWinp Customer Service 
. . . ~ ~ ~ ~ ~ ~ ~ . ~ ~ ~ ~ .  ~ . .  - .. . .. .. . .. . ~ ~ ~ . . ~ ~  ~ . .  ~ . .  

-PLEASE DETACH ALONG PERFORATION AND RETURN IN THE POSTAGE PREPAID ENVELOPE"' 

Some Emergency Service Pmvidere Do Not Accept 911 Calls From VoiceWlng Cusloniers. 
Vpicevvlng Is able lo olfel limited emergency response services in  most areas of the counlly. 
tiwsver, the@ are some areas where Voicewing limited emergency response service calls will 
no1 be answered. For a list of areas where no limited emergency response service is available. 
visii your Personal Accwnt Manager's Frequenlly Askea Questions on Limited Emeryency 
Respons. 

You MUM Register Your COmct SeNiCP Address for the Limiled Emergency Respoilse 
Servlca You acknowledge and undernand lhal your failure lo  pmvida the current and cormcl 
phyicsl a d d m  and IdCalion Ot your Equipment as the Sawice Address will result in any 
emargency calls you make being rouled lo  the Incorrect local emergency Service arovider. 
During the oideiing process you will pmvide Veriron the physical address w11ere you will use 
your seaice. YOU acknowlehge and undestsw that i f  you use your Equiprnenl and Ihff service 
to call 811 imm a lowtion other than me Service Address that you have regislered wilh Verizon 
(e. ., if you move or use the Service while you are traveling). unless you have completed 
q&tration of such location as descri@d in Sedioii 6.f. below, your call gy. not be routed Io the 
correct local emergency Service provider. The provider lo whom any such 911 calls are fouled 
maybe unable 16 transfer Ihe call Io a iocei emergency Service urovider in the area from which 
you srL. calling. 

You Must Update Your Servlce Address If You Move or If You Use the Service from a New 
LOCBliOn. You acknwled@e and understana that VoiceWmy's emergency response service will 
not route ywr emergency calls to the mea local emergency service provider unless and untii 
you have regislered your new physicai location by updaliiig your Service Address on your 
PeMnRt Accounl Manager or by calllng Cuslomer Service at 1-800406-6446. and Verizon has 
completed the registration process by updaiing all appropnalc systems This process may tako 
up t6 live (5) days You acknowledge and uilderstand lhal unld your new address IS Idly 
WgisCered, your 911 cak using the SeNica wlll continue lo be directed 10 the local emergency 
ssrvioe provider for IhE piw$ical addre% previously provded to Venzon, 

Power or Broadband Service Outa e. You acknowledge and understand lhal H power o i  
bradband ZBNiCa OUtagB Will  prevent I L L  Service, inclUdlRQthe dialing Of 911 Should there be 
an Intanuption in the power supply, VoiceWMg. including any emergency res onse SBNICC, wdl 
not funclion untll phver is reslored A pwer failure or disruption may req& you to reset or 
reconrylure F u r  Equlpment prior to uttlhing VoiceWlng or any emer ancy response scrvicw 111 
addition. emergency response aerviws u(iI1 no1 functioll i f  your &quipmen1 fails of IS not 
oonRgute4 correctly 

Service Outage Oue In Suspension of Your Account. You acnriaolejne anC ~ r& :  h l a ' l ' ~  i t  ;I: 
a seNlca oulage due 10 SLspeiisiuii 01 yuut accom as a r tsb i l  of tiiliny Y S L I ~  01 d . t s  8: I i  ( I  

reason. Includmo. bul no1 limiied Io. those reasons oCsCr,bed c sobnrre 'r. lim h ~ r e w 1 ~ 1 . 1  .... I 
prevenl A U  Ss~+ice. including any emergency response service 

Possibility of Neiworl Congeslwn andlor Reduced Speed for Routing Emergency Calls. 
YOU acknwdstIg8 and undernand lhal any calls made using VoiceWing's emequncy response 
servioa mey im subjwt lo  nelwork CDnQeStiOn amlior reduced routmg speed 
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